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ABSTRACT 
Review purpose was establishing the factors affecting change management at National police 
service commission. Review objectives were determining how communication, leadership, 
organizational culture and technology affect change management at National police service 
commission. The study employed descriptive research design. The target population comprised 
182 staff members of national police service commission in Nairobi City County. The study 
employed stratified random sampling technique to select a sample of 60 employees. The data 
was analyzed using descriptive statistics and presented using tables, bar graphs and pie charts. 
Study revealed that communication affect change management at National Police Service 
Commission. Further the study indicated that communication affect change management at 
National Police Service Commission by a large extent. Further the study indicated that an 
atmosphere of reliable and valid communication within the commission provides for integration 
and employee commitment to the organizational goals. Also, that compelling correspondence is 
basic for associations to accomplish effective and enduring change. Additionally, the study 
indicated that communication enables the employees and the management to know the 
organization goals and work together in achieving them. The study revealed that leadership 
affect change management at National Police Service Commission. Also, the study revealed that 
leadership is the like a direction for the company and thus the leadership in the commission 
affects how the change management at National Police Service Commission is adopted. The 
study research revealed that organizational culture affects change management at National 
police service commission to a large extent. Also, the study revealed that culture shapes the 
readiness of individuals to apply elevated amounts in reaching the organizational goals. Also, 
the study indicated that technology enables the commission to obtain relevant data that it may 
require in its daily operations. Further the study revealed that prominent levels of data 
innovation are related with expanded designation of specialist to people and groups, more 
noteworthy levels of aptitude and instruction in the workforce, and more noteworthy 
accentuation on pre-business screening for instruction and preparing. The study thereby 
concludes that communication, leadership, organizational culture and technology have an 
effect on change management at NPSC.On communication, the study recommends that 
management of the commission other than having the vision of the proposed change, pioneers 
must guarantee that every single required stride are taken for the vision to wind up noticeably a 
reality. With respect to leadership the study recommends that the management of NPSC should 
guarantee a solid culture inside the work put, associations should endeavor to contract moral 
individuals and corporate pioneers should compensate moral lead and train deceptive direct. 
Management should uphold a solid culture of an association. Also, that the supervisors and 
pioneers should help in enhancing level of execution of the reputable organization culture. The 
good culture should not be abandoned by the commission and should be widespread among the 
employees.  The government should also review the cost of technology adoption in terms of 
software and Hardware acquisition for the commission.  Also, the study recommends that the 
management of the commission should ensure that NPSC are trained on a regular basis about 
new technology that is relevant to their field of operations. Also, the management should 
provide the required technology for the commission.  
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OPERATIONAL DEFINITION OF TERMS 
 
Communication  Is roughly, transference of information from sender to receiver and 
the meaning inferred from that information from lower to higher 
members in the hierarchy is vital 
Leadership  Is the art of mobilizing others to want to struggle for shared 
aspirations. It also entails motivating followers by creating a vision 
of a long-term challenging, desirable, compelling, and different 
future. 
Organizational culture Typically organization culture is defined as a complex set of 
values, beliefs, assumptions, and symbols that define the way in 
which a firm conducts its business 
IT  Moderates the effects of organizational characteristics on outcomes 
through its ability to generate information efficiencies and 
information synergies. 
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CHAPTER ONE 
INTRODUCTION  
1.0 Introduction 
Part comprised of study introduction, study background which highlights some issues of the 
study, problem statement, study objectives and scope.  
1.1 Background of the Study 
According to Tallman (2012), change as a constant is a thread that is woven into the fabric of 
our personal and professional lives.  Tallman further, adds the maxim: change is the only 
constant in life and is easier reiterated than implemented as more often than not, the knowledge 
that an organizational change warrants a change in own self can set off an uneasy feeling. 
But to know that an organization can seldom avoid change can also help to offset that feeling 
and help view organizational changes from a whole new perspective (Dastur, 2010). 
 
Prussic (2009) observes today’s dynamic and uncertain business environment, organizational 
success is often determined by its challenge to modify its operations as organizations must 
undertake or undergo changes to exist in a competitive market or to evolve, however with 
these multiple changes comes great resistance.  The success of organizational change efforts 
depends on how leaders handle the process (Crispino, 2008). McCarthy and David (2010) 
further argue that organizations need to tread carefully in balancing the various variables to 
come up with a strategy to implement change, which is managing change. The first and 
foremost obvious definition of change management refers to making changes in a planned or 
systematic fashion (Nickols, 2012). 
 
Nickols (2012), asserts that that organizations managing change must be well aware of the 
need to change and have a systematic plan of implementing the change as it is complex and 
because of the interdependencies be authoritative partners, the association, its kin and 
supporting innovations; any adjustment in one viewpoint is probably going to influence at least 
one of the others. The "gentler" parts of business change, for example, evolving practices, 
picking up purchase in of the staff, overseeing moves into and out of associations, and giving 
preparing at the opportune time, are basic to accomplishing the coveted results. 
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Organizational change management today is a professional field where companies realize 
that they need to manage change and not let change mange them. Kotter (2014).  States that 
leaders who successfully transform businesses do eight things right and they do them in the 
right order. Kotter (2009) further goes to highlight eight critical steps to undertake any 
organizational change successfully as establishing a sense of urgency, forming a powerful 
guiding coalition, creating a vision, communicating the vision, a n d  consolidate gains. 
 
While various change activities neglect to accomplish all the visualized change targets, 
associations need to comprehend the basic achievement factors in change administration, since 
it assumes a key part in assessing change programs difficulties and openings and 
accomplishing upper hand (Griffith, 2012). Griffith keeps on clarifying the numerous 
associations as of now have a modest bunch of apparatuses and procedures set up that 
endeavor. In any case, for most organizations, the procedures are regularly just archived on 
paper and there might be only an instrument or two that tends to some portion of the change 
procedure, yet not every last bit of it. 
 
Prosci (2009) carried out a global benchmarking study and found that Effective Change 
Management is strongly correlated with achieving business outcomes successfully on 
schedule and budget.  Such organizational benefits include, and are not restricted to planning 
and aligning existing and new resources within the organization, assess the overall impact of 
Change, reduced time for implementing a change and reduced possibility of unsuccessful 
change, however these benefits are achieved if organizations use or select the most ideal or 
compatible change management strategies for their organizations. Some companies have 
carried out organizational change effectively and other companies can borrow a leaf from them. 
Organizational change is only said to be effective if it is sustainable, hence the need to 
understand the different organizational change management strategies and select the most 
suitable/ideal for the organization (Crispino, 2008). 
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1.1.1 Historical background of NPSC 
The NPSC of Kenya is an Independent Government Commission (NPSC) established under 
Chapter Fifteen of Constitution of Kenya 2010. Commission is established under Article 246 of 
the Constitution. It essentially takes over, among other functions, the human resource 
management: function of the Police Service that previously was being handled by the Public 
Service Commission to ensure smooth functioning of the National Police Service of Kenya.  
The commission is accused of the duty of selecting and delegating people to hold or act in 
workplaces in the administration, affirm arrangements, and decide advancements and exchanges 
inside the National Police Service and seeing due process, practice disciplinary control over and 
expel people holding or acting in workplaces inside the Service. Be that as it may, the part of the 
NPSC is to secure the rights and freedoms of the men and ladies serving in the Kenya Police 
Service and the Administrative Police Service; and by expansion, ensure the rights and freedoms 
of the general population of Kenya when looking for Police administrations (Constitution of 
Kenya, 2010).  
The Alston Report, Akiwumi Report, Waki Report and the Ransley Report pointed out that one 
of the critical areas that led to a dysfunctional police service was the manner in which the powers 
and functions of appointments, transfers, promotions and discipline were exercised. Specifically, 
the Ransley task force analyzed the operational environment, policies and legal framework 
within which the police in Kenya worked and recommended reforms, which could enhance the 
transformation of the police force into a modem police service accountable to the public. Among 
the recommendations of the Ransley task force was the delinking of the police from the Public 
Service Commission and establishment of a Police Service Commission, dedicated to overseeing 
human resource function of the Police Service. 
The NPSC has started ground job that will make way for management change which is still in its 
implementation stage. For any strategy to be successful employees must be fully on board as 
they are the change, NPSC’s current programme involves use of change agents and stakeholders 
to preach/carry change round the organization. It is necessary to decide, plan and strategize the 
progressive transition process. Managing change during this transition state is a critical phase in 
the change process.  
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1.2 Statement of the Problem 
Police Reforms Implementation Committee (2010) indicates that leadership   stability   and 
management enhances capacity development: the decade of the National security, law 
enforcement and order/peace was characterized by highly unstable management at both 
Internal security Ministry and at the National Police Service Commission as relative success 
of NPSC in rapid and successful implementation of reforms could not have been feasible if the 
politics of patronage and corruption were still rampant. During the collection of Focused 
Group Discussions there was no buy-in and linking of Corporate Plan to Service’s Vision and 
Mission as employees don’t know how NPSC Vision is linked to their performance. In 
addition, Police Reforms Implementation Committee (2010) indicated that there were low 
salaries for some NPS staff, following adjustments to pay made by the Public Service 
Commission with Consultations with Salaries and Remuneration Commission, but for which 
the necessary additional resources had not been released by the Treasury. 
 
Police Reforms Implementation Committee (2010) adds that staff members have not fully 
embraced integrity culture as new integrity challenges continue to emerge calling for more 
robust mitigation strategies with fraud and corruption having shifted from top brass to the 
lower cadres making it harder to prevent and resulting in high insecurity and disobedience of 
law and order. 
AFDB (2010), demonstrate that current change administration writing has concentrated 
principally on the private area, directed to those attempting to lead associations through 
association wide change process. Change administration models and research are as yet 
pertinent for the twenty-first century on the grounds that the issues are not with their 
significance or their value as hierarchical advancement specialists and scientists identify with 
the speed and many-sided quality of progress experienced in our dynamic business 
environment which brings about different issues  for  different  institutions(Mildred, Taneja, 
Humphreys, Anderson, & Singleton, 2008). They add that failure of public service sector 
service and commodity provision is rampant and evident in most developing economies 
characterized by failure to utilize the tried and tested change management strategies applied in 
the private sectors. This therefore shows that more research into change management and 
what organizations need to do to change seamlessly should be done for public sector 
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institutions.  The question remains whether the critical success factors that have been applied 
successfully by private organizations would lead public sectors to achieve effective change 
management. 
Other studies on organizational change include Yagan’s (2007) study on relation between 
organizational change and performance in selected Kenyan state corporations, Wamuyu’s 
(2011) study on relation between organizational change and human resource practices in the 
Kenyan  manufacturing  industry,  Ogot’s  (2006)  study on culture  influence  on 
organizational change a survey of companies listed in the Nairobi stock exchange, and 
Nganga’s (2003) survey of employee  perception  of organizational  change and strategy  
alignment  at the Consultative Group on International Agricultural Research centers (CGIAR) 
and their associates. All these studies were done under different contexts. Previously there 
may be other researches touching on National Police Service, but no known study has been 
done on managing organizational change effectively at National Police Service hence creating 
knowledge gap. 
1.3 Objective of the Study 
1.3.1 General Objective 
Review purpose was establishing factors impacting change management at National police 
service commission in Kenya. 
 
1.3.2 Specific Objectives 
i. To examine effect of communication on change management at NPSC 
ii. To analyse the effect of leadership on change management at NPSC. 
iii. To establish the effect of organizational culture on change management at NPSC 
iv. To investigate the effect of technology on change management at NPSC. 
1.4 Research Questions 
i. How does communication affect change management at NPSC? 
ii. What are the effects of leadership on change management at NPSC? 
iii. To what extent does organizational culture affect change management at NPSC? 
iv. How does technology affect change management at NPSC? 
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1.5 Significance of Study 
The management of this commission will benefit from this study by obtaining valuable 
information that the researcher will obtain. This information will enable the commission to 
improve top management support and enhance its workforce diversity. Other commissions will 
find this study very useful whereby the findings and recommendations on change management 
will be applied. The study will be useful to researchers especially in continuation of various 
studies that are related to this project. They will make this study a source for their reference. 
 
The government will find information useful by identifying the weaknesses of change 
management practices in this sector and come up with possible solutions which will enhance its 
operations. The study will provide change management networks which will provide clients with 
the highest productivity standards for the government as it will provide the scientific integrity 
required in today's research environment. 
1.6 Scope of the Study 
Review concentrated on elements impacting change management in government agencies with 
reference to National police service commission. The study was carried out at all the departments 
of National police service commission head office in Nairobi County. The target population was 
182 staff working in this commission with a sample size of 30%. This study covered a period of 
two months from June 2017 to August 2017. 
1.7 Chapter Summary 
This chapter presented introduction, study background, problem statement, review objectives and 
study scope. Next chapter reviewed literature based on theories guiding research and empirical 
review of the research objectives. 
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CHAPTER TWO 
LITERATURE REVIEW 
2.0 Introduction 
Part shows review of literature on change management, it comprises of theoretical review, 
empirical review, summary and conceptual framework. 
2.1 Theoretical Literature Review 
This research was founded on the following theories that relate to change management. They 
are Kurt Lewin’s three step planned change, Kotter’s 8 step model and Shield’s Model. 
 
2.1.1 Kurt Lewin’s three step planned change 
As outline by Kavanagh (2009), one of the earliest and key contributions to organizational 
change is Kurt Lewin’s three step change Model. Kavanagh (2009) describes change as a 
process that goes through a series of different phases that require a considerable length of time. 
Lewin’s (2010) presents this as a three-phase change process namely unfreezing, 
changing/moving and freezing. 'Unfreezing-Changing-Refreezing' still remains relevant and 
useful today, and has been successfully used in several empirical studies such as implementing 
planned change (Matthew & Bertie, 2015) among others. 
 
 
 
Figure 2.1: Lewin three step change model 
Source: Author (2017) 
To begin any successful change process motivation for change must be generated before change 
can occur. Lewin came up with three crucial steps in the process of organisational change 
management the first step being the unfreezing step where Lewin trusted that solidness of human 
conduct depended on semi stationary balance upheld by a mind-boggling field of driving and 
controlling powers. He contended that harmony should be destabilized (unfrozen) before the old 
conduct can be disposed of (unlearnt) and another conduct effectively embraced. Practical steps 
to unfreeze include determining what needs to change, ensuring strong management support and 
UNFREEZING REFREEZING CHANGING 
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managing and understanding doubts and concerns (Martin 2015). In the second step which is 
moving or changing Lewin noted that unfreezing is not an end in itself, it creates motivation to 
learn but does not necessarily control or predict the direction.  
Progress like changes in the NPSC is the inward development or adventure we roll out in 
response to an improvement. This second stage happens as we roll out the improvements that are 
required. Individuals are "unfrozen" and moving towards another method for being. This stage is 
frequently the hardest as individuals are uncertain or even dreadful. Support is truly vital here 
and can be through preparing, instructing, and expecting botches as a major aspect of the 
procedure. Utilizing good examples and enabling individuals to build up their own answers 
likewise help to roll out the improvements. Key practical actions that can be employed by the 
management include communicating often, dispelling rumours, empower action, involve people 
in the process (Luthans 2008). 
Most proposals with reference to what pioneers ought to do while going up against change 
arranging and execution of a backpedal to Lewin's theory procedure including three phases of 
unfreezing, moving, and refreezing. From that point forward, the two specialists and 
professionals have concentrated on the significance of progress execution forms in molding 
representatives' demeanors and practices. Accentuation on change process can be found in the 
zones of authoritative improvement (Burke, 2012), equity and participative basic leadership. In 
spite of the fact that change forms are conceptualized in an assortment of ways, way in which 
pioneers treat and include workers amid change has gotten best measure of consideration and has 
been appeared to be an intense determinant of people's responses to hierarchical changes. 
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 2.1.2 Kotter’s 8 step model 
Kotler (2009) built up a model which ought to be utilized at the vital level of an association to 
change its vision and consequently change the association. Studies utilizing this model have 
demonstrated that the change procedure experiences an arrangement of stages. Each stage keeps 
going a specific measure of time and errors at any stage can affect the accomplishment of the 
change. The initial step is making earnestness change; it helps if entire association truly needs it. 
This may enable the pioneer to start the underlying inspiration to get things moving. Kotter 
recommends for fruitful change, 75 percent of an association's administration needs to "become 
tied up with" the change. As such, you need to work truly hard on Step 1, and invest critical time 
and vitality building criticalness, before moving onto the following stages.  
The second step is to form a powerful coalition; the management needs to convince people that 
change is necessary. Managing change isn't just enough one has to lead it. Effective change 
leaders can be found throughout the organization they don't necessarily follow the traditional 
organisational hierarchy. Bringing a team of influential people will lead to change. 
 The third step is to create a vision for change. Link the concepts to an overall vision that people 
can grasp easily and remember. A clear vision can help everyone understand why they are asked 
to do something.  
The fourth step is to communicate the Vision. What the leader does with the vision after creating 
it will determine the success. Vision utilized daily helps problems solving and people will be 
able to remember it when its fresh in their minds. 
The fifth step is to remove obstacles, for instance Kotter (2009) indicated that change is not 
always a smooth process so the leader should expect and anticipate resistance at some point. 
Obstacles removal empowers your vision executers, and it can help the change move forward.   
Step six asks managers to Create Short-term Wins. Within a short time frame you’ll want to have 
results that the staff can see. Without this, critics and negative thinkers might hurt the progress. 
Create short-term targets not just one long-term goal. The change team may have to work very 
hard to come up with these targets, but each "win" that is produced can further motivate the 
entire staff. 
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The seventh stage is the Building on the Change. Kotter contends that many change ventures 
come up short since triumph is proclaimed too soon. Genuine change runs profound. Propelling 
one new item utilizing another framework is extraordinary. Every achievement gives a chance to 
expand on what went right and recognize what can make strides. Step eight is the last stage 
which is tying down of the Changes in Corporate Culture. At last, to roll out any improvement 
stick, it ought to end up some portion of the centre of the association. The corporate culture 
frequently figures out what completes, so the qualities behind the vision must show in everyday 
work. Try consistent endeavours to guarantee that the change is found in each part of the 
association. This will help give that change a strong place in an association's way of life. It's 
likewise essential that association's pioneers keep on supporting the change. This incorporates 
existing staff and new pioneers who are acquired. On the off chance that you lose the help of 
these individuals, you may wind up back where you began (Kotter, 2009). 
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Figure 2.2: Implementing and sustaining the change 
 
 
 
 
 
 
Transition and change 
Unfreezing 
Figure 2.2: Implementing and sustaining the change 
Source: Author (2017)       
Kotter Model fully prepares company employees before the vision is even created. One 
advantage of this model is that it is a step by step model, which is easy to follow.  Its main 
disadvantage is that it creates a symbiotic relation between the stages that can be fatal if broken. 
As indicated by Kotter (2016), these eight stages prompt exceedingly effective change 
endeavors, as the "center of the issue is constantly about changing conduct of individuals, and 
behavioral change occurs in exceptionally fruitful circumstances generally by addressing 
individual’s' sentiments". To accomplish this result, Kotter (2016) stresses the utilization of 
human relations abilities. This aptitude which generally is political practices originates from the 
power impact authority school of thought.  
Theory is identified with correspondence as it is by all account not the only key factor of fruitful 
authoritative change. Real outline of the change and the key decisions made inside plan are 
obviously forerunners of viable changes. As expressed some time recently, huge numbers of the 
scholastic writing centers around the constructional period of authoritative change. The 
recommended connection between availability for change and the effective usage of hierarchical 
change has, the extent that we know, never been found in look into, albeit various handbooks on 
8. Make stick 
7. Consolidate gains 
6. Generate short-terms wins 
5. Empower action 
4. Communicate vision 
 
 
3. Develop transformational vision 
2. Create guiding coalition 
1. Creating urgency for change to happen 
1. Establish sense of urgency 
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authoritative improvement (OD) have (verifiable) suggestions supporting this connection (de 
Witte, 2011). 
2.1.3 Shield’s Model  
Shield's model expands on the possibility that when change comes up short, it is a result of 
deficient regard for the human and social parts of an association. Shield recommends that there 
are basic parts that are fundamental for pioneers to change an association. On the off chance that 
a change happens in one part and one doesn't adjust alternate segments, this will prompt wasteful 
work forms. Authoritative pioneers who are thinking about change ought to plainly comprehend 
which systems they need to change and characterize basic achievement factors with the goal that 
they will know the degree to which the coveted change is conceivable. Associations must convey 
the vital goals to the work drive. On the off chance that this is not done, the change exertion will 
be decreased to a progression of irrelevant change activities. At long last, work components must 
be investigated by authoritative pioneers (Shields 2009). 
Hierarchical culture change stresses the parts of the two pioneers and supporters in making and 
changing authoritative culture. In this regard, Burke (2010) stress, to change culture, one should 
first comprehend it. From one perspective, some measure of time weight and potentially rivalry 
has all the earmarks of being facilitative; on the other, an excessive amount of weight seems to 
prompt unoriginal arrangements. An association's center esteems and vital destinations will 
effect on people's view of their condition. The part of the pioneer in adjusting society was 
examined by Burke (2010) who recommended this might be done through various procedures 
including staff determination, socialization, evacuation of digressing individuals and part 
displaying of suitable practices. 
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2.2 Empirical Literature Review 
This research was founded on the following variables that relate to change management. They 
are communication, leadership, organizational culture and technology. 
2.2.1 Communication and Change Management  
A few specialists have noticed a requirement for correspondence amid change administration in 
law authorization organizations. Southerland (2012) in an investigation on change administration 
in Europe uncovered open correspondence channels are fundamental for upgrades and changes 
inside law requirement organizations. These associations encounter more elevated amounts of 
imperviousness to change since they, in actuality, confine the worker's info or roads for review 
and farthest point their capacity to take an interest in the change procedure. Schein (2013) 
expressed that for an association to be compelling it expected to develop an environment of 
dependable and substantial correspondence, which accommodates incorporation and 
representative responsibility regarding the hierarchical objectives. 
Sparrow (2014) in an examination directed in Denmark expressed that imparting the new 
esteems was the essential errand that police directors confront while proposing change. A few 
different creators have additionally perceived the requirement for an abnormal state of 
correspondence in law implementation organizations amid times of progress (Garfield, 2016; 
Kirkpatrick, 2015; Hellriegel, 2013). Nature of Information Gray (2014) expressed that officers 
in law requirement offices were less impervious to change when they had a solid learning of 
requirement for change and change procedure. Creators, for example, Bittner (2010), More and 
Wegener (2016) additionally perceived the estimation of dependable and substantial data being 
accessible for officers amid the change procedure. 
Schein (2014) in a study on change management in the Asian countries expressed that for an 
association to be successful it is expected to develop an air of solid and legitimate 
correspondence, which accommodates reconciliation and worker responsibility regarding the 
hierarchical objectives. Lewin (2012) perceived change frequently expects workers to unwind 
that furnish them with steadiness; besides, he trusted that this dread of obscure results has an 
immediate relationship to imperviousness to change.  
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In Weinbach’s (2014) analysis of factors that affect resistance to change in the police force in 
Nigeria listed officer’s uncertainty and misunderstanding the change process or the need for 
change as major contributing factors that increase resistance to change. Millar (2012) 
recommend that other than having the vision of the proposed change, pioneers must guarantee 
that every single required stride are taken for the vision to wind up noticeably a reality. Such 
strides will include need setting, and practicing decision and tradeoff for the vision. These 
components are required for pioneers to encounter an activity before conveying hierarchical 
change to representatives. One reason distinguished by Salem (2013) is deficient 
correspondence, amid which lacking data frames a major part. Representatives feel that the 
supervisors regularly have all the data yet don't share it, leaving workers uncooperative (Salem, 
2013). The specialist presumed that too little correspondence brings about representatives not 
having enough data on the arranged change activities as is not persuaded to take part. 
Not at all like Salem (2013), Smith (2006) accepts incapable correspondence to be one reason 
authoritative change ventures fizzle, and that compelling correspondence is basic for associations 
to accomplish effective and enduring change. The administration of progress expects pioneers to 
be clear about the reason and process, to look for info and data from those included and 
influenced, and keeps up a viable multi-directional stream of correspondence and data. 
Hierarchical administration must guarantee that the correspondence of progress to 
representatives is useful and not just words that are trivial to workers. 
2.2.2 Leadership and Change Management 
It is a procedure of impacting others and concurring about what should be done and how it 
should be possible viably and the way toward encouraging people and the aggregate endeavors to 
finish the mutual targets (Yang, Zhao, and Baron 2013). Remembering that change is 
inescapable, associations and the administration specifically need to think of a change 
administration intend to help lead the representatives on the way of rolling out that jump to 
lasting improvement together. Administration expect three primary measurements which are 
undertaking focused initiative, relationship arranged authority and change situated authority. 
Errand situated administration is principally worried about finishing the assignment, using the 
work force and assets effectively and keeping up organized solid operations. (Roughage and 
Hodginkinson 2013). Change arranged administration is worried about enhancing key choices, 
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rolling out significant improvements in procedures, items or benefits and picking up 
responsibility regarding change. 
An examination done by Auerbach (2013), the Kenya police office is frequently viewed as a 
bureaucratic; various leveled, have focal basic leadership and are approach driven. 
Administration here depends on expert, position and rank. Associations that put resources into 
administration advancement perform superior to anything those that don't. In these evolving 
times, it is elusive a firm which has survived that has no administration improvement system set 
up.  Incredible pioneers draw in, employ and rouse extraordinary individuals if an association 
disregards its administration part it can without much of a stretch free bearing and neglect to 
accomplish the set objectives and destinations of progress execution process (Ponder, 2011). 
Change administration requests solid initiative to quickly push through unpleasant, 
discomforting and dangerous moves in the business and hierarchical framework. Doing 
combating the wellsprings of unbending nature and transforming emergency into circumstance 
are the key qualities required by administrators actualizing and overseeing change in an 
association.  
A paper by Bello (2012) inspected the idea of moral authority, the qualities of a moral pioneer 
and its effect on representative employment execution and how associations can create pioneers 
that are sound in character as well as sound in real life. From different observational literary 
works, the paper prescribed that corporate pioneers must guarantee a solid culture inside the 
work put, associations should endeavor to contract moral individuals and corporate pioneers 
should compensate moral lead and train deceptive direct. 
Review by Abbas and Yaqoob (2009) inspected impact of initiative improvement on 
representative execution in Pakistan. This examination was directed considering five variables of 
authority advancement, that is, instructing, preparing and improvement, strengthening, 
investment and designation. It found that the joined impact of these variables affected 
representativeexecutionwith50%. 
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2.2.3 Organization Culture and Change Management 
Sadri and Lees (2011) directed an examination on creating hierarchical culture as a change 
administration device. Their investigation went for building up the connection between 
authoritative culture and change administration. The examination found that culture shapes the 
readiness of individuals to apply elevated amounts of exertion in making a dream without bounds 
coordinated towards the fulfillment of authoritative objectives, and is adapted by individuals' 
capacity, conduct and qualities. Further, dealing with the technique culture relationship expects 
affectability to the connection between changes important to actualize procedure and similarity 
or fit between those change and the hierarchical culture.  
Writing survey is received as strategy to evaluate the way of life of an association impacts upon 
process, representatives and frameworks. Examination found certain measurements of culture 
have been distinguished up until now and research demonstrates that esteem and standards of an 
association depended on representative relationship. The investigation prescribed that solid 
culture of an association is founded on supervisors and pioneers help in enhancing level of 
execution. 
Khosa (2015) examined effect of authoritative change towards worker execution in the managing 
an account division of Pakistan. Polls and illustrative measurements were used. The outcomes 
demonstrated that hierarchical change had a positive critical effect on worker's execution in 
saving money segment of Pakistan. The investigation recommended that further research ought 
to be led in different parts with a specific end goal to watch the general effect of hierarchical 
change towards representative execution. 
An examination by Kamugisha (2013) on the impacts of progress administration in an 
association; a contextual investigation of (NUR) tried to discover the impacts of progress 
administration in National University of Rwanda. Investigation discovered changes in 
administration of resources. There are likewise changes in the necessities and execution of the 
staff, where regulatory staffs are presently to have no less than a four year college education in 
connection to the positions they possess. Innovative changes as far as improved web 
transmission capacity in the college have impressively significantly affected the operations of the 
college both in scholastic and organization. 
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Al-Jaradat and Jadellah (2013) directed an investigation that intended to distinguish effect of 
progress administration on worker's execution, through a contextual analysis of college libraries 
in Jordan. Three zones of progress were tended to, the change in hierarchical structure, 
innovation and in people. The examination found that adjustment in the authoritative structure is 
not adaptable, and consequently this hierarchical structure is not suitable for the business 
necessities inside the University Library, prompting covering forces and duties. The 
investigation found a positive connection between the regions of progress (hierarchical structure, 
innovation, people) and the execution of specialists. 
2.2.4 Technology and Change Management 
A few investigations have endeavored to gauge authoritative supplements straightforwardly, and 
to decide if they are related with data innovation or whether firms that join reciprocal 
components have better monetary execution. Discovering connections between data innovation 
and authoritative change, or between these variables and measures of monetary execution, is not 
adequate to demonstrate that these practices are supplements, unless a full basic model 
determines the generation connections and request drivers for each factor. Bresnahan (2011) 
examine issues in the exact evaluation of complementarity connections. 
Be that as it may, after experimentally assessing conceivable option clarifications and joining 
connections with change investigations, complementarities are frequently the most conceivable 
clarification for watched connections between data innovation and change. The primary 
arrangement of concentrates here spotlights on connections between utilization of data 
innovation and degree of authoritative change. An essential finding is that data innovation 
venture is more prominent in associations that are decentralized and have a more noteworthy 
interest in human capital. 
Bresnahan and Hitt (2010) overviewed around 400 huge firms to acquire data on parts of 
authoritative structure like distribution of choice rights, workforce piece, and interests in human 
capital. They discovered more prominent levels of data innovation are related with expanded 
designation of specialist to people and groups, more noteworthy levels of aptitude and instruction 
in the workforce, and more noteworthy accentuation on pre-business screening for instruction 
and preparing. 
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Baily and Gordon (2010) found that the utilization of programmable assembling hardware is 
corresponded with a few parts of human asset rehearses. Research on occupations inside 
particular businesses has started to investigate the instruments inside associations that make these 
complementarities. Drawing on a contextual analysis on vehicle repair industry, In keeping 
money, analysts have discovered that a large number of the expertise, wage and other 
authoritative impacts of PCs rely upon the degree to which firms' couple PC speculation with 
hierarchical overhaul and other administrative choices. Scientists centering at foundation level 
have additionally discovered complementarities between existing innovation framework and firm 
work practices to be a key determinant of association's capacity to consolidate new 
advancements (Bresnahan and Greenstein, 2016); this likewise proposes an example of shared 
causation between PC venture and association. Brynjolfsson, Malone, Gurbaxani and Kambil 
(2014) found that increments in the level of data innovation capital in a monetary part were 
related with a decrease in normal firm size in that division, predictable with data innovation 
prompting a lessening in vertical joining. 
Hitt (2010), inspecting connection between an association's data innovation capital stock and 
direct measures of its vertical reconciliation, touched base at comparative conclusions. These 
outcomes prove prior case investigations and hypothetical contentions that proposed data 
innovation would be related with abatement in vertical combination since it brings down the 
expenses of planning remotely with providers (Bresnahan, 2011). One trouble in translating the 
writing on relationships between data innovation and authoritative change is that a few chiefs 
might be inclined to attempt each new thought and a few directors might be disinclined to having 
a go at anything new by any stretch of the imagination. In such a world, data innovation and an 
advanced work association may be related in firms as a result of the personality of 
administration, not on the grounds that they are financial supplements. On the off chance that 
consolidating data innovation and authoritative rebuilding is monetarily supported, at that point 
firms that embrace these practices as a framework ought to beat those that neglect to join data 
innovation speculation with suitable hierarchical structures. Truth is told, firms that embrace 
decentralized hierarchical structures and work structures do seem to have a higher commitment 
of data innovation to efficiency (Bresnahan, Brynjolfsson and Hitt, 2010).  
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2.3 Summary and Research Gap 
Prussic (2009) observes that in today’s dynamic and uncertain business environment, 
organizational success is often determined by its challenge to modify its operations as 
organizations must undertake or undergo changes to exist in a competitive market or to evolve, 
however with these multiple changes comes great resistance. While a number of change 
initiatives fail to achieve all the envisaged change objectives, associations need to comprehend 
the basic achievement factors in change administration, since it assumes a key part in assessing 
change programs difficulties and openings and accomplishing upper hand (Griffith, 2012). 
Griffith continues to explain handful of tools and processes are in place within organization to 
do this.  However, many companies have documentation but very few tools in process change. 
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2.4 Conceptual Framework 
Part summarizes framework or study model in terms of variables relationships. The main 
variables of the study were communication, leadership, organization culture and technology. The 
variables were considered in the study as independent variables which affect change 
management at National police service commission. 
Independent variables                                                       Dependent variable  
  
 
 
 
 
  
 
 
 
 
 
 
 
Figure 2.3: Conceptual Framework 
Source: Author (2017) 
2.5 Operationalization of Variables 
2.5.1 Communication 
Communication is not by any means main element of fruitful authoritative change. Real outline 
of the change and vital decisions made inside plan are obviously antecedents of viable changes. 
As expressed some time recently, a considerable lot of the scholastic writing centers on 
constructional period of authoritative change. Model point introduced, is not to give associations 
a device of making compelling correspondence and thus configuration changes that will bode 
Communication  
Leadership  
Organizational culture  
        
 Change 
Management                                                           
Technology   
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well. The recommended connection between availability for change and the fruitful usage of 
hierarchical change has, the extent that we know, never been found in look into, albeit various 
handbooks on authoritative advancement (OD) have (understood) suggestions supporting this 
connection (de Witte, 2011). In spite of the fact that not unique, the suggestion helps in 
directing exact research. It will likewise be elusive such a relationship in light of the fact that 
each association have its own qualities, similarly as each change procedure will have specific 
objectives and points. It is, in any case, wonderful that in gigantic measure of writing 
concerning hierarchical change, no or little accentuation is expedited assessing authoritative 
change endeavors. Regardless of the developing idea of hierarchical learning, and the consistent 
change endeavors on different territories of associations, practically zero consideration is 
attempted to assess past change endeavors and gain from those endeavors to configuration better 
changes later on. 
2.5.2 Leadership 
Transformational leadership is credited to pioneers crosswise over circumstances, instead of 
being thought of as circumstance particular, for example, those practices related with the 
execution of a specific change (Bliese, 2010). In this way, pioneers taking part in 
transformational practices may paint a striking and splendid future, however that "vision" is 
more broad and key than the vision related with a specific change that is, having the capacity to 
depict what things will look like after the change. So also, strengthening or thought related with 
transformational administration is blander, or cross-situational, instead of the strengthening 
related with pioneers enabling devotees to have contributions to arranging or usage of a specific 
change, or offering help and facilitating progress amid such a change. These qualifications are 
like those made by Brockner and Cooper-Schneider (2012) amongst key and strategic initiative 
practices. Responsibility regarding the pioneer's key vision might be not quite the same as sense 
of duty regarding the pioneer's strategic vision for the change being proposed. 
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2.5.3 Organizational Culture 
They evolve over time, and so all cultural systems will exhibit continuous many changes 
(Cartwright and Cooper (2013). M&A generate a great deal of uncertainty (Cartwright, and 
Cooper, 2016). Culture does affect change in an organization. The way in which the way of life 
change for every individual is evoked additionally significantly affects the outcome and the 
results for every person. A parallel one sentence meaning of culture underscores the importance 
of occasions that are happening in the working environment, and how these occasions impact 
how aggressive dangers are surveyed or better approaches for getting along things are presented. 
2.5.4 Technology  
The primary arrangement of concentrates here spotlights on relationships between utilization of 
data innovation and degree of authoritative change. An essential finding is that data innovation 
venture is more noteworthy in associations that are decentralized and have a more prominent 
interest in human capital. For instance, Bresnahan and Hitt (2010) discovered more prominent 
levels of data innovation are related with expanded appointment of specialist to people and 
groups, more prominent levels of aptitude and instruction in the workforce, and more noteworthy 
accentuation on pre-business screening for training and preparing. 
2.6 Chapter Summary 
This chapter presented introduction, theoretical review, empirical review, summary and research 
gap, conceptual framework and operationalization of variables.  
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CHAPTER THREE 
RESEARCH DESIGN AND METHODOLOGY 
3.0 Introduction  
Part shows review methodology and it comprises of research design, population, sampling 
technique, data collection, data analysis and ethical considerations. This chapter addressed the 
actual methodologies that were used in the research process from its time of inception to the end. 
The role of both primary and secondary data in process of addressing various research questions 
was addressed and the manner in which data was collected and later analyzed to reach a reliable 
conclusion was discussed. 
3.1 Research Design 
It is a plan outlining how information is to knowing methods of collecting data, instruments 
utilization and administration, and information organization and analyzation (Kisilu 2005). Study 
employed descriptive research design for it portrays an accurate profile of situations (Saunders 
2009). This study was designed to describe the characteristics of interest to the researcher. This 
study adopted a descriptive design. It was designed to gain more information about variables 
within a particular field of study. Its purpose provided a picture of a situation as it naturally 
happens (Burns and Grove, 2007). This descriptive research design was adopted because the 
study sought to describe one variable in a population at national police service commission. The 
objective was stated clearly and a clear definition of the population was given. The instrument 
for data collection was tested for validity and reliability which is necessary for descriptive 
studies (Kothari, 2004).  
3.2 Population 
Review populace was National Police Service Commission’s employees based in Nairobi region. 
The national police service commission has one hundred and eighty-two (182) employees who 
formed the target population for this study. The study was based at the national police service 
commission headquarters hence the staff here was used for the purpose of this study. National 
police service commission was purposively chosen because of its success in management while 
its headquarters will be considered for being the managerial hub. A sample was drawn from the 
targeted 182 employees at the headquarters. 
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3.3 Sample and Sampling technique 
Stratified random sampling was utilized to conduct review. Kothari (2004) takes note that 
stratified random sampling is a procedure of choosing responders utilizing all around 
characterized strata. Mugenda and Mugenda (2003) characterizes basic arbitrary examining as a 
procedure of choosing respondents with no specific succession where all subjects in the 
investigation populace have an equivalent possibility of being chosen. 
Mugenda and Mugenda (2003) advise that 30% of accessible populace will suffice for 
descriptive study if populace units exceed 30. Thus, a sample of 60 employees, representing 30% 
of the population, was used which satisfies the above conditions as shown in table 3.1 
Table 3.1 Sample Size  
Department  Population Sample size Percentage 
Administration  36 12 20 
Logistics  22 7 12 
Investigations 31 11 18 
Communication  17 5 8 
Research  20 7 12 
Human capital  33 10 17 
Corporate support 23 8 13 
Total  182 60 100 
Source: Author (2017) 
3.4 Instruments 
Primary data was collected for this study by administering a semi structured questionnaire. 
Closed questionnaires had predetermined answers while open ended questions give responders 
freedom to give any answer. Use of questionnaire ensured collection of data from many 
respondents within a short time and respondents are free to give relevant information because 
they are assured of their anonymity (Mugenda and Mugenda, 2003).  
3.5 Pilot Study 
The researcher carried out a pilot study to pretest and validates the questionnaire. According to 
Cooper and Schindler (2008), the pilot group can range from 25 to 100 subjects depending on the 
method to be tested but it does not need to be statistically selected. This pilot study involved 10 
respondents working at National Police Service Commission’s. The respondents were 
conveniently selected since statistical conditions are not necessary in the pilot study (Cooper & 
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Schindler, 2008). The purpose was to refine the questionnaire so that respondents in the major 
study would have no problem in answering the questions.  
3.5.1 Validity 
To ensure validity of the research instrument to be used in collecting data the researcher ensured 
that the questionnaires are comprehensively checked for validity and assessed the relevance of 
the questions and content of the study. Expert opinion and in this case the project supervisor was 
also requested to comment on the representativeness and suitability of questions and give 
suggestions of corrections to be made to the structure of the questionnaire.  
3.5.2 Reliability  
Reliability according to Mugenda and Mugenda (2009) is the grade to which a research 
instrument can produce reliable results after recurrent trials. Reliability of the questionnaire was 
tested through a pilot study in which the questionnaires are pre-tested to a sample group 
comparable to the actual sample. This was significant in finding out any discrepancies in the 
questionnaire and correcting them before the actual questionnaires were issued out.  
3.6 Data collection procedure 
Researcher utilized questionnaires to collect primary information. According to Kothari (2004) a 
questionnaire is a research tool comprising of a succession of question and other elements with a 
determination of getting information from respondents. Questionnaires are frequently used to 
achieve significant information about the population. Respective item in the questionnaire were 
developed to solve a specific objective or research question of the nature of the information 
needed, and so that it will not overlook vital information required in the study. Further, available 
information especially on change management was collected to form the basis of secondary data. 
The questionnaires were self-administered through hand delivery to the national police service 
commission under study and will be collected after a few days. The advantage is that the 
researcher personally familiarized the study to the respondents and clarified any uncertainties or 
questions that arose.  
3.7 Data analysis and Presentation 
Before preparing the reactions, the finished surveys were altered for culmination and 
consistency. SPSS analyzed quantitative data and displayed using bar charts, inferential statistics 
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and regression analysis. This clearly demonstrated how the respondents expressed their opinions 
on the effects of change management in the national police service commission. 
3.8 Ethical Considerations 
All procedures and conduct in the study were scrutinized and approved by the school of 
management and leadership, Management University of Africa. Consent for inclusion of subjects 
in this study was sought through a consent form which was read and/or presented to the 
informants for their approval or disapproval. Informants were furnished with the purpose of the 
study, confidentiality of the information was provided, any foreseen and unforeseen risks, 
voluntary participation and withdrawal from the study at any stage without victimization. 
Anonymity of the subjects was assured where the identity of the individuals was protected by 
using numbers.  The study results were made available to the world of academia in the university 
libraries. 
3.9 Chapter Summary 
This chapter represented the research methodology utilized by researcher to collect and analyze 
data.  This chapter discussed design research, populace, sample and sampling technique, 
instruments, validity and reliability test, data collection procedure, data processing and analysis, 
which were adopted for this study.  The population and the sampling methods used to get the 
sample size for data collection have been outlined and reasons for the choice of methodologies 
which were used.  The methods for the data collection applied are stated and the research 
procedures clearly explaining how the data collection tools were used are spelt out. In the next 
chapter, data findings were analyzed and presented in tables of frequency distributions, 
percentages, pie charts and bar charts 
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CHAPTER FOUR 
DATA ANALYSIS, INTERPRETATIONS AND PRESENTATIONS 
4.0 Introduction 
Part discusses analysis, interpretation and discovery presentation obtained from the field. Review 
purpose was to establish factors impacting change management at National police service 
commission in Kenya. Further the study sought to; examine the effect of communication and to 
analyse the effect of leadership on change management at NPSC. Additionally, review 
established effect of organizational culture and to investigate effect of technology on change 
management at NPSC. The study used descriptive statistics to discuss the findings. 
4.1 Presentation of the Research Findings 
This section presents the research findings. Both tables and figures have been used to present the 
study findings. 
4.1.1 Response Rate 
This study research targeted 60 employees from the National Police Service Commission’s based 
in Nairobi region. Out of the 60 respondents 58 responses were obtained back giving a response 
rate of 96.7%.  
4.1.2 Respondent’s Profile 
This section discusses the respondents’ education level, work department and the period in which 
they had been working at the National Police Service Commission. The study findings were as 
show in the tables and figures respectively.  
4.1.3 Education Level 
The respondents indicated their education level, study discoveries were as shown below 
Table 4.2: Education Level 
Education Level Frequency Percentage 
Secondary 7 12.1 
College 39 67.2 
University 12 20.7 
Total 58 100.0 
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Figure 4.4: Education Level 
As shown above, review research shows 67.2% of respondents had college education, 20.7% of 
the respondents had university education and 12.1% of the respondents had secondary education. 
Thus, the study shows many responders involved in review research had college education as 
their highest education level and thus well positioned to give credible information regarding the 
study.  
4.1.4 Respondents Department 
Review discovered respondents work department. Study findings are below 
Table 4.3: Work Department 
Department  Frequency Percentage 
Administration  12 20.7 
Logistics  6 10.3 
Investigations 10 17.2 
Communication  5 8.6 
Research  7 12.1 
Human capital  10 17.2 
Corporate support 8 13.8 
Total  58 100.0 
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Figure 4.5: Work Department 
As depicted above, review shows 20.7% of responders depicted they were working at the 
administration department, 17.2% indicated that they had been working in the human capital 
department and also a similar percentage indicated that they had been working at the 
investigations department. Also, the study indicated that 13.8% of the respondents indicated that 
they had been working at corporate support department, 12.1% indicated that they had been 
working at research department, 10.3% indicated that they had been working at logistics 
department and 8.6% indicated that they had been working at communications department. Thus, 
the study research included respondents from all the working departments and thus the study was 
not department biased.  
4.1.5 Duration at the Organization           
Respondents depicted how long they had been in organization. The study findings are as below.  
Table 4.4: Duration at the Organization           
Duration Frequency Percentage 
Less than 1 year 3 5.2 
1 to 5 years 9 15.5 
6 to 10 years 28 48.3 
11 to 15 years 11 19.0 
Above 15 years 7 12.1 
Total 58 100.0 
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Figure 4.6: Duration at the Organization           
As was indicated in the table and the figure, the study shows that 48.3% of the respondents 
worked at organization between 6 to 10 years, 19% indicated working period of 11 to 15 years. 
Additionally, the study indicated 15.5% of the respondents had been working at the commission 
for a period of 1 to 5 years, 12.1% working for more than 15 years and 5.2% indicated working 
at commission less than a year. Study indicates may responders worked at the police commission 
for a period of 6 to 10 years and thus were well experienced to give viable information for the 
study.  
4.1.6 Opinion about Communication on Change Management 
Responders indicated their opinion as to whether communication affects change management at 
National Police Service Commission. The study findings are below 
Table 4.5: Opinion about Communication on Change Management 
Opinion Frequency Percentage 
Yes 54 93.1 
No 4 6.9 
Total 58 100.0 
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Figure 4.7: Opinion about Communication on Change Management 
As was depicted above review indicated 93.1% responders agreed that communication affect 
change management at National Police Service Commission whereas 6.9% of the respondents 
were of the contrary opinion. Thus, the study indicates that communication affect change 
management at National Police Service Commission as was indicated by majority of the 
respondents.  
4.1.7 Extent to which Communication Affect Change Management 
Responders indicated the extent to which communication affect change management at National 
Police Service Commission. The study findings were as illustrated below. 
Table 4.6: Extent to which Communication Affect Change Management 
Extent Frequency Percentage 
Very large extent 19 32.8 
Large extent 34 58.6 
Moderate 4 6.9 
Low extent  1 1.7 
Total 58 100.0 
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Figure 4.8: Extent to Which Communication Affect Change Management 
As was depicted above, review shows that 58.6% responders depicted to a large extent 
communication affect change management at National Police Service Commission, 32.8% 
indicated to a very large extent, 6.9% indicated to a moderate extent and 1.7% indicated to a low 
extent. Thus, the study indicates that communication affect change management at National 
Police Service Commission by a large extent as was indicated by majority of the respondents.  
The respondents were asked to indicate why communication affects change management at 
National Police Service Commission. Majority of the respondents indicated that an atmosphere 
of reliable and valid communication within the commission provides for integration and 
employee commitment to the organizational goals. Majority of the respondents also indicated 
that compelling correspondence is basic for associations to accomplish effective and enduring 
change. Also, the study indicated that communication enables the employees and the 
management to know the organization goals and work together in achieving them. 
The study findings agree with those of Weinbach’s (2014). He asserted that there are factors that 
affect resistance to change in the police force. Also, the findings agree with those of Millar 
(2012). He asserted that that other than having the vision of the proposed change, pioneers must 
guarantee that every single required stride are taken for the vision to wind up noticeably a reality 
4.1.8 Opinion about Leadership on Change Management 
The respondents were asked to indicate if the leadership affects change management at National 
Police Service Commission. The study findings were as shown in the table 4.7 and figure 4.9 
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Table 4.7: Opinion about leadership on change management 
Opinion Frequency Percentage 
Yes 53 91.4 
No 5 8.6 
Total 58 100.0 
 
 
Figure 4.9: Opinion about leadership on change management 
As was depicted above, review shows 91.4% responders agreed that leadership affects change 
management at National Police Service Commission whereas 8.6% of the respondents indicated 
otherwise. Thus, the study indicates that leadership affect change management at National Police 
Service Commission as was indicated by majority of the respondents.  
4.1.9 Leadership on Change Management 
Responders indicated their agreement level as to whether leadership affects change management 
at National Police Service Commission. The study findings were as shown below 
Table 4.8: Leadership on Change Management 
Level of agreement Frequency Percentage 
Strongly agree 23 39.7 
Agree 27 46.6 
Neutral 5 8.6 
Disagree 3 5.2 
Total 58 100.0 
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Figure 4.10: Leadership on Change Management 
As was depicted above, review indicates 46.6% responders agreed that leadership affect change 
management at National Police Service Commission, 39.7% of the respondents strongly agreed, 
8.6% were neutral and 5.2% of the respondents indicated that they disagreed. Thus, review 
shows many responders agreed that leadership affect change management at National Police 
Service Commission.  
The respondents were asked to indicate why leadership affects change management at National 
Police Service Commission. Majority of the respondents indicated that leadership is the like a 
direction for the company and thus the leadership in the commission affects how the change 
management at National Police Service Commission is adopted. Respondents also indicated that 
change is inescapable, and the administration specifically need to think of a change 
administration intend to help lead the representatives on the way of rolling out that jump to 
lasting improvement together. Majority of the respondents also indicated that leadership 
undertakes focused initiative; relationship arranged authority and change situated authority in the 
commission.  
The study findings concur with those of Abbas and Yaqoob (2009). He examined the effect of 
leadership development on employee performance in Pakistan; he asserted that five factors of 
leadership development that is, coaching, training and development, empowerment, participation 
and delegation influenced employee performance. Also the findings agrees with those of 
Auerbach (2013). He argues that Kenya police office is frequently viewed as a bureaucratic; 
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various leveled, have focal basic leadership and is approach driven. Administration here depends 
on expert, position and rank.  
4.1.10 Opinion about Organizational Culture on Change Management 
The respondents were asked to indicate their opinion whether organizational cultures affect 
change management at National police service commission. The study findings were as 
presented below 
 Table 4.9: Culture on Change Management 
Opinion Frequency Percentage 
Yes 52 89.7 
No 6 10.3 
Total 58 100.0 
 
 
Figure 4.11: Opinion about Organizational Culture on Change Management 
As was depicted above, review shows 89.7% responders agreed that organizational culture affect 
change management at National police service commission whereas 10.3% of the respondents 
were of the contrary opinion. Thus, the study indicates that organizational culture affect change 
management at National police service commission as was shown by majority of the 
respondents.  
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4.1.11 Extent to Which Organizational Culture Affect Change Management 
Responders indicated the extent to which the organizational cultures affect change management 
at National police service commission. The study findings were as shown below 
Table 4.9: Extent to Which Organizational Culture Affect Change Management 
Extent Frequency Percentage 
To a very large extent 19 32.8 
Large extent 31 53.4 
Moderate 5 8.6 
Low extent 3 5.2 
Total 58 100.0 
 
Figure 4.12: Extent to Which Organizational Culture Affect Change Management 
As was shown in the figure and the table, the study indicates that 53.4% of the respondents 
indicated that to a large extent organizational culture affect change management at National 
police service commission, 32.8% of the respondents indicated to a very great extent, 8.6% 
indicated to a moderate extent and 5.2% indicated to a low extent. Thus, the study indicates that 
organizational culture affect change management at National police service commission to a 
large extent as was shown by majority of the respondents.  
Respondents were asked to explain why organizational cultures affect change management at 
National police service commission. Majority of the respondents indicated that culture shapes the 
readiness of individuals to apply elevated amounts in reaching the organizational goals. Also, the 
respondents indicated that organization culture influences the individual capacity and qualities 
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which are necessary ingredients for change management. Respondents also indicated that 
organization culture and employee performance are related.  
The study findings agree with those of Sadri and Lees (2011). He argued that culture shapes the 
readiness of individuals to apply elevated amounts of exertion in making a dream without bounds 
coordinated towards the fulfillment of authoritative objectives, and is adapted by individuals' 
capacity, conduct and qualities. Additionally, the study findings agree with those of Wambugu 
(2014) who argued that organizational values had a more significant effect to employee's job 
performance.  
4.1.12 Opinion about Technology on Change Management 
The respondents were asked to indicate their opinion as to whether technology affects change 
management at National Police Service Commission. The study findings were as shown in the 
table 4.11 and figure 4.13 
Table 4.10: Opinion about Technology on Change Management 
Opinion Frequency Percentage 
Yes 52 89.7 
No 6 10.3 
Total 58 100.0 
 
 
Figure 4.13: Opinion about Technology on Change Management 
As was shown in the table and the figure the study research indicated that 89.7% of the 
respondents agreed that technology affect change management at National Police Service 
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Commission whereas 10.3% of the respondents were of the contrary opinion. Thus, the study 
indicates that technology affect change management at National Police Service Commission as 
was indicated by majority of the respondents.  
4.1.13 Extent to Which Technology Affect Change Management 
Responders depicted degree which technology affect change management at National Police 
Service Commission. The study findings were as shown below 
Table 4.11: Extent to Which Technology Affect Change Management 
Extent  Frequency Percentage 
Very large extent  21 36.2 
Large extent 34 58.6 
Moderate 2 3.4 
Low extent 1 1.7 
Total 58 100.0 
 
 
Figure 4.14: Extent to Which Technology Affect Change Management 
As was depicted above, review shows 58.6% responders indicated that to a large extent 
technology affect change management at National Police Service Commission, 36.2% indicated 
to a very great extent, 3.4% indicated to a moderate extent and 1.7% indicated to a low extent. 
Thus, the study indicates that technology affect change management at National Police Service 
Commission to a large extent.  
Respondents were asked to explain why technology affects change management at National 
Police Service Commission. Majority of the respondents indicated that technology enables the 
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commission to obtain relevant data that it may require in its daily operations. Further the 
respondents indicated that prominent levels of data innovation are related with expanded 
designation of specialist to people and groups, more noteworthy levels of aptitude and instruction 
in the workforce, and more noteworthy accentuation on pre-business screening for instruction 
and preparing. Respondents also indicated that technology adoption is influenced by finances 
available.  
The study findings agree with those of (Bresnahan, Brynjolfsson and Hitt, 2010). They asserted 
that firms which embrace decentralized hierarchical structures and work structures do seem to 
have a higher commitment of data innovation to efficiency  
4.2 Limitations of the Study  
Limitations of the research were as results were the challenges that the researcher faced while 
conducting the study research. The researcher encountered unwillingness by respondents to 
reveal information regarding the study as the researcher requested for the study purpose. To 
counter this, the researcher assured the respondents of their confidentiality for any information 
that they gave. The researcher further affirmed to the respondents that review was purely for 
academic endeavor and therefore the information given would not be kept out from unwanted 
third parties. Also, the respondents were unwilling to fill the questionnaires but the respondents 
assured them that they were only for academic purposes and would also remain confidential.  
4.3 Chapter Summary  
This chapter presented the following sections, the respondents’ response rate, their general 
information and the study objectives. These objectives dealt with the communication, leadership, 
organization culture, and technology on change management at NPSC. The next chapter entails 
the summary of findings, recommendations and conclusion.  
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CHAPTER FIVE 
SUMMARY OF FINDINGS CONCLUSION AND RECOMMENDATIONS 
 5.1 Introduction 
Conclusions, finding and recommendation are done here. Study sought to establish factors 
impacting change management at National police service commission in Kenya. Further the 
study sought to; examine the effect of communication and to analyse the effect of leadership on 
change management at NPSC. Additionally, the study sought to establish the effect of 
organizational culture and to investigate the effect of technology on change management at 
NPSC.  
5.2 Summary of Findings 
This part and section entails the summary of the findings. 
5.2.1 Communication 
This objective examined communication effect on change management at NPSC. The study 
revealed that communication affect change management at National Police Service 
Commission. Further the study indicated that communication affect change management at 
National Police Service Commission by a large extent. Further the study indicated that an 
atmosphere of reliable and valid communication within the commission provides for integration 
and employee commitment to the organizational goals. Also, that compelling correspondence is 
basic for associations to accomplish effective and enduring change. Additionally, the study 
indicated that communication enables the employees and the management to know the 
organization goals and work together in achieving them. These findings are in line with those of 
Schein (2014) who stated that for an organization to be effective it needed to cultivate an 
atmosphere of reliable and valid communication, which provides for integration and employee 
commitment to the organizational goals. 
5.2.2 Leadership 
This objective sought to analyse the effect of leadership on change management at NPSC. The 
study revealed that leadership affect change management at National Police Service 
Commission. Also, the study revealed that leadership is the like a direction for the company and 
thus the leadership in the commission affects how the change management at National Police 
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Service Commission is adopted. Further the study revealed that change is inescapable, and the 
administration specifically need to think of a change administration intend to help lead the 
representatives on the way of rolling out that jump to lasting improvement together.  
Also, the study revealed that leadership undertakes focused initiative; relationship arranged 
authority and change situated authority in the commission. Further that leadership is concerned 
with coaching, training and development, empowerment, participation and delegation, thus 
combined effect of these factors influenced change management. These findings are also in line 
with those of Auerbach (2013) who found out that association that put resources into 
administration advancement perform superior to anything those that don't. In these evolving 
times, it is elusive a firm which has survived that has no administration improvement system set 
up. 
5.2.3 Organizational Culture 
Review objective investigated organizational effect culture on change management at NPSC. 
The study research revealed that organizational culture affects change management at National 
police service commission to a large extent. Also, the study revealed that culture shapes the 
readiness of individuals to apply elevated amounts in reaching the organizational goals. Also, 
that organization culture influences the individual capacity and qualities which are necessary 
ingredients for change management. Additionally, the study revealed that organization culture 
and employee performance are related. The findings concur with those of Wambugu (2014) who 
revealed that organizational values had a more significant effect to employee's job performance 
at Wartsila, than the organization climate as is mostly assumed as a vice versa relationship. 
Overly a positive relation between organization culture and employee performance was 
established. 
5.2.4 Technology 
Review objective investigated technology effect on change management at NPSC. The study 
research indicated that technology affect change management at National Police Service 
Commission to a large extent.  Also, the study indicated that technology enables the commission 
to obtain relevant data that it may require in its daily operations. Further the study revealed that 
prominent levels of data innovation are related with expanded designation of specialist to people 
and groups, more noteworthy levels of aptitude and instruction in the workforce, and more 
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noteworthy accentuation on pre-business screening for instruction and preparing. Further the 
study revealed that technology adoption is influenced by finances available. The findings are in 
line with those of Bresnahan (2010) who found out that more prominent levels of data innovation 
are related with expanded designation of specialist to people and groups, more noteworthy levels 
of aptitude and instruction in the workforce, and more noteworthy accentuation on pre-business 
screening for instruction and preparing. 
5.3 Conclusion 
The first objective of the study was to examine the effect of communication on change 
management at NPSC. The study found out that communication affect change management at 
National Police Service Commission to a large extent.  
The second objective was analysing leadership effect on change management at NPSC. On this 
the study revealed that leadership affect change management at National Police Service 
Commission in a large way.  
On the third objective of the study which was to establish the effect of organizational culture on 
change management at NPSC. The study revealed that organizational culture affects change 
management at National police service commission to a large extent.  
The fourth objective was to investigate the effect of technology on change management at 
NPSC. The study revealed that technology affect change management at National Police Service 
Commission by a large extent. 
The study thereby concludes that communication, leadership, organizational culture and 
technology have an effect on change management at NPSC.  
5.4 Recommendations  
On communication, review recommends that management of commission other than having the 
vision of the proposed change, pioneers must guarantee that every single required stride are 
taken for the vision to wind up noticeably a reality. Such strides will include need setting, and 
practicing decision and tradeoff for the vision. The management should ensure that this is done 
within a given time limit for example annual review on communications strategies put into place.  
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With respect to leadership the study recommends that the management of NPSC should 
guarantee a solid culture inside the work put, associations should endeavor to contract moral 
individuals and corporate pioneers should compensate moral lead and train deceptive direct. This 
is to give a good and favorable direction for the commission towards reaching its goals. Further 
the study recommends that the government should set the criteria to be used to fill vacant 
influential office at NPSC to ensure that vital talents are nurtured for the benefit of the 
commission. This should be conducted in a continuous cycle taking into consideration about 
current issues on the commission.  
About the organization culture the study recommends that the management at NPSC should 
work to ensure that the commission has a good organization culture that is reputable. The study 
revealed that esteem and standards of an association depended on representative relationship. 
Thus, the study recommends that the management should uphold a solid culture of an 
association. Also, that the supervisors and pioneers should help in enhancing level of execution 
of the reputable organization culture. The good culture should not be abandoned by the 
commission and should be widespread among the employees.  
Regarding technology, the study revealed that firms that embrace decentralized hierarchical 
structures and work structures do seem to have a higher commitment of data innovation to 
efficiency. Thus, the study recommends that the government should review the cost of 
technology adoption in terms of software and Hardware’s acquisition for the commission.  Also, 
the study recommends that the management of the commission should ensure that NPSC are 
trained on a regular basis about new technology that is relevant to their field of operations. Also, 
the management should provide the required technology for the commission.  
5.5 Areas of Further Studies 
The study main objective was establishing factors impacting change management at National 
police service commission in Kenya. The study recommends that further studies should be 
conducted this time examining the form of leadership styles on change management at NPSC or 
any other public commission in Kenya.  
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APPENDICES 
APPENDIX I: INTRODUCTORY LETTER 
 
MULYUNGI KIEMA IGNATIUS 
MANAGEMENT UNIVERSITY OF AFRICA 
P.O Box  
Nairobi. 
Dear sir/madam, 
 
REF: REQUEST TO FILL A QUESTIONNAIRE 
I am an undergraduate student of management university of Africa undertaking a study on 
factors affecting change management at National police service commission in Kenya.. The 
information that you give will solely be for academic purposes and therefore cannot be used 
against you. I therefore humbly request that you assist to fill the questionnaire below for the 
information required. 
Thank you for your co-operation. 
Yours faithfully   
 
MULYUNGI KIEMA IGNATIUS 
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APPENDIX II:  QUESTIONNAIRE 
This questionnaire has been designed to collect information on factors affecting change 
management at the national police service commission in Kenya. Please read carefully and 
answers them as honestly as possible. The information gathered will be used purely for the 
purpose of academic research and will be treated with utmost confidence. 
Instructions 
1.  Tick appropriately in the box ( ) or fill in the space provided. 
2. Feel free to give further relevant information in the space provided 
PART A: RESPONDENT’S PROFILE (Please tick appropriately)  
1. Education level 
 Secondary  College  University   
2. Department 
 Operations                   Logistics              Traffic           
  Communication          Administration      General Duties        
  Others departments specify……………………………………………             
3. How long have you been in the organization? 
Less than 1 year 1 to 5 years     
 6 to 10 years          11 to 15 years         Above 15 years 
  PART B: COMMUNICATION 
4. Do you think that communication affect change management at National Police Service 
Commission? 
 Yes   No 
5. To what extent does communication affect change management at National Police Service 
Commission? 
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 Very large extent        large extent         Moderate   Low extent  Not at all 
Please explain  
…………………………………………………………………………………….………………
………………………………………………………………………………………………………
…………………………………………………………………………………………………….. 
PART C: LEADERSHIP 
6. Do you think that leadership affect change management at National Police Service 
Commission? 
 Yes   No 
7. Do you agree that leadership affect change management at National Police Service 
Commission? 
 Strongly agree        Agree    Neutral   Disagree strongly disagree 
Please explain  
…………………………………………………………………………………….………………
………………………………………………………………………………………………………
…………………………………………………………………………………………………….. 
PART D: ORGANIZATIONAL CULTURE 
10. Do you think that organizational culture affect change management at National police service 
commission? 
 Yes   No 
11. To what extent does organizational culture affect change management at National police 
service commission? 
   To a very large extent        large extent         Moderate   Low extent  Not at all 
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Please explain  
…………………………………………………………………………………….………………
………………………………………………………………………………………………………
…………………………………………………………………………………………………….. 
PART E: TECHNOLOGY 
12. Do you think that technology affect change management at National Police Service 
Commission? 
 Yes   No 
13. To what extent technology affect change management at National Police Service 
Commission? 
 Very large extent        large extent         Moderate   Low extent  Not at all 
Please explain  
…………………………………………………………………………………….………………
………………………………………………………………………………………………………
……………………………………………………………………………………………………..  
Thank you 
 
 
 
 
 
 
 
